
Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Response Time (Total # of Calls) 152 297 129 259 178 130 152 >=90%
Green Target (Calls Closed within 1 Day) 137 296 125 246 162 118 137 85% to 90%
Data Quality AD <=85%
Color Trend 90.1% 99.7% 96.9% 95.0% 91.0% 90.8% 90.1% ###### ###### ###### ###### ###### ###### ###### ######

Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Total CRs (Total # of CRs Logged) 14 11 29 11 14 22 14 >=90%
Green Target (CRs Logged within 1 Day) 14 11 28 11 14 21 14 85% to 90%
Data Quality AD <=85%
Color Trend 100.0% 100.0% 96.6% 100.0% 100.0% 95.5% 100.0% ###### ###### ###### ###### ###### ###### ###### ######

Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

CRs Scheduled for Monthly Release (#) 14 10 9 13 19 14 14 >=90%
Green Target (Actual CRs Implemented) 14 10 8 13 19 14 14 85% to 90%
Data Quality AD <=85%
Color Trend 100.0% 100.0% 88.9% 100.0% 100.0% 100.0% 100.0% ###### ###### ###### ###### ###### ###### ###### ######

Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

CRs Scheduled for Monthly Release (#) 14 10 8 13 19 14 14 >=90%
Green Target (CRs Not Requiring Rework) 14 7 8 12 18 14 14 85% to 90%
Data Quality AD <=85%
Color Trend 100.0% 70.0% 100.0% 92.3% 94.7% 100.0% 100.0% ###### ###### ###### ###### ###### ###### ###### ######

Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Total Files Processed 70 67 64 66 71 72 70 >=90%
Green Target (%) 68 67 63 66 70 71 68 85% to 90%
Data Quality AD <=85%
Color Trend 97.1% 100.0% 98.4% 100.0% 98.6% 98.6% 97.1% ###### ###### ###### ###### ###### ###### ###### ######

Change Request Metric 1.2

Change Request Metric 1.3

CR Schedule Accuracy - CRs Implemented on Schedule

CRs Requiring Rework

DLS Servicing Data Processing Response Time (Interface Data 
Processed within 1 Day)

CR Log Response Time - CRs Logged within 1 Business Day of 
Receipt

File Processing Metric 1.4

Help Desk Metric 1.0

Change Request Metric 1.1

Response Time - % of Calls Closed within 1 Business Day



Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Total Transactions Processed 132,638 122,708 116,064 110,393 103,150 94,104 132,638 >=90%
Total Transactions Processed with 10 Hours 94,885 105,068 112,515 104,401 97,555 76,536 94,885 85% to 90%
Data Quality AD <=85%
Color Trend 71.5% 85.6% 96.9% 94.6% 94.6% 81.3% 71.5% ###### ###### ###### ###### ###### ###### ###### ######

Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets
Total Transactions Processed 101,711 111,618 69,122 96,476 112,088 80,895 101,711 >=90%
Total Transactions Processed with 10 Hours 101,711 111,618 69,122 96,476 112,088 80,895 101,711 85% to 90%
Data Quality AD <=85%
Color Trend 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% ###### ###### ###### ###### ###### ###### ###### ######

Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets
Total Transactions Processed 926 15 1,558 1,789 13 291 926 >=90%
Total Transactions Processed with 10 Hours 923 15 1,558 1,787 13 291 923 85% to 90%
Data Quality AD <=85%
Color Trend 99.7% 100.0% 100.0% 99.9% 100.0% 100.0% 99.7% ###### ###### ###### ###### ###### ###### ###### ######

Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets
Total Transactions Processed 4 294 186 208 210 158 4 >=90%
Total Transactions Processed with 10 Hours 4 294 184 208 210 158 4 85% to 90%
Data Quality AD <=85%
Color Trend 100.0% 100.0% 98.9% 100.0% 100.0% 100.0% 100.0% ###### ###### ###### ###### ###### ###### ###### ######

Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets
Total Transactions Processed 1,010 1,311 687 580 1,057 1,345 1,010 >=90%
Total Transactions Processed with 10 Hours 1,010 1,311 687 578 1,057 1,284 1,010 85% to 90%
Data Quality AD <=85%
Color Trend 100.0% 100.0% 100.0% 99.7% 100.0% 95.5% 100.0% ###### ###### ###### ###### ###### ###### ###### ######

FMS/GAPS to COD Processing Response Time (FMS/GAPS to COD 
Data Processed within 10 Hours)

File Processing Metric 1.7

File Processing Metric 1.5
COD to FMS/GAPS Processing Response Time (COD to FMS/GAPS 
Data Processed within 10 Hours)

File Processing Metric 1.6

LC to FMS/GAPS Processing Response Time (LC to FMS/GAPS Data 
Processed within 10 Hours)

CB to FMS/GAPS Processing Response Time (CB to FMS/GAPS Data 
Processed within 10 Hours)

File Processing Metric 1.8
LO to FMS/GAPS Processing Response Time (LO to FMS/GAPS Data 
Processed within 10 Hours)

File Processing Metric 1.9



Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Total Files Transmitted 30 24 20 29 22 29 30 >= 10
Green Target (10 Sends per Month) 10 10 10 10 10 10 10 10 10 10 10 10 10 10 10 8 to 9
Data Quality AD <=7
Color Trend 30 24 20 29 22 29 30 0 0 0 0 0 0 0 0

Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Number of Business Days to Close the Period 6 4 3 5 6 4 6 <= 3
Green Target (Within 3 Business Days) 3 3 3 3 3 3 3 3 3 3 3 3 3 3 3 4 to 5
Data Quality AD >= 6
Color Trend 6 4 3 5 6 4 6 0 0 0 0 0 0 0 0

Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Service Reporting Delivery (day) 7 7 6 7 5 5 7 <=7
Green Target (Calendar Day) 7 7 7 7 7 7 7 7 7 7 7 7 7 7 7 8
Data Quality AD >=9
Color Trend 7 7 6 7 5 5 7 0 0 0 0 0 0 0 0

Current
Current Month Apr-03 May-03 Jun-03 Jul-03 Aug-03 Sep-03 Oct-03 Nov-03 Dec-03 Jan-04 Feb-04 Mar-04 Apr-04 May-04 Targets

Number of Requests 152 297 129 259 178 130 152 <100
Green Target (# of Requests) 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 100 to 150
Data Quality AD >150
Color Trend 152 297 129 259 178 130 152 0 0 0 0 0 0 0 0

Request Volume (Info. Only)

FMS to FMSS Metric 2.1
Business Days to Close the Period

FMS to FMSS Metric 2.0

Service Reporting Delivery

Help Desk Metric 2.3

Other Service Level Metric 2.2

Files Transmitted to FMSS


